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ABSTRACT	 ﾠ
In	 ﾠthis	 ﾠpaper,	 ﾠwe	 ﾠdescribe	 ﾠan	 ﾠanalysis	 ﾠframework	 ﾠwe	 ﾠdeveloped	 ﾠin	 ﾠorder	 ﾠto	 ﾠanalyze	 ﾠthe	 ﾠimplementation	 ﾠof	 ﾠa	 ﾠ
simplification	 ﾠstrategy	 ﾠin	 ﾠa	 ﾠSwiss	 ﾠCanton.	 ﾠThis	 ﾠstrategy	 ﾠis	 ﾠbased	 ﾠon	 ﾠa	 ﾠparticipatory	 ﾠanalysis	 ﾠof	 ﾠservices	 ﾠand	 ﾠ
on	 ﾠthe	 ﾠdevelopment	 ﾠof	 ﾠeGovernment	 ﾠfoundations	 ﾠthrough	 ﾠthe	 ﾠuse	 ﾠof	 ﾠopen	 ﾠstandards	 ﾠand	 ﾠopen	 ﾠsource	 ﾠ
software.	 ﾠThis	 ﾠframework	 ﾠtakes	 ﾠinto	 ﾠaccount	 ﾠboth	 ﾠthe	 ﾠsupply	 ﾠside	 ﾠof	 ﾠadministrative	 ﾠservices	 ﾠand	 ﾠthe	 ﾠuser	 ﾠ
uptake.	 ﾠWe	 ﾠwill	 ﾠfurthermore	 ﾠpresent	 ﾠpreliminary	 ﾠresults	 ﾠof	 ﾠour	 ﾠsurvey.	 ﾠ	 ﾠ	 ﾠ
	 ﾠ
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1.  INTRODUCTION	 ﾠ
	 ﾠ
In	 ﾠits	 ﾠ2007-ﾭ‐2012	 ﾠlegislature	 ﾠprogram,	 ﾠthe	 ﾠgovernment	 ﾠof	 ﾠthe	 ﾠSwiss	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠ(700’000	 ﾠresidents)	 ﾠ
defined	 ﾠa	 ﾠset	 ﾠof	 ﾠstrategic	 ﾠobjectives.	 ﾠAmongst	 ﾠthem,	 ﾠthe	 ﾠgoal	 ﾠof	 ﾠ“simplifying	 ﾠadministrative	 ﾠtasks”	 ﾠwas	 ﾠ
defined,	 ﾠwith	 ﾠthe	 ﾠsecondary	 ﾠobjectives	 ﾠof	 ﾠimplementing	 ﾠa	 ﾠrelevant	 ﾠinformation	 ﾠsystem	 ﾠstrategy	 ﾠand	 ﾠof	 ﾠ
developing	 ﾠeGovernment	 ﾠthrough	 ﾠthe	 ﾠuse	 ﾠof	 ﾠopen	 ﾠstandards	 ﾠand	 ﾠopen	 ﾠsource	 ﾠsoftware.	 ﾠ
This	 ﾠ simplification	 ﾠ approach	 ﾠ called	 ﾠ “SimpA”	 ﾠ was	 ﾠ launched	 ﾠ in	 ﾠ March	 ﾠ 2010	 ﾠ and	 ﾠ currently	 ﾠ its	 ﾠ main	 ﾠ
achievements	 ﾠare:	 ﾠ
•  180	 ﾠproposals	 ﾠfor	 ﾠsimplification	 ﾠwere	 ﾠgathered	 ﾠthrough	 ﾠidea	 ﾠboxes.	 ﾠ
•  An	 ﾠinternal	 ﾠworking	 ﾠgroup	 ﾠcame	 ﾠup	 ﾠwith	 ﾠanother	 ﾠ50	 ﾠproposals.	 ﾠ
•  Three	 ﾠconsultation	 ﾠgroups	 ﾠare	 ﾠcurrently	 ﾠsurveying	 ﾠexternal	 ﾠpartners:	 ﾠbusinesses,	 ﾠmunicipalities,	 ﾠ
and	 ﾠcitizens.	 ﾠ
At	 ﾠthe	 ﾠmoment	 ﾠof	 ﾠwriting,	 ﾠa	 ﾠfirst	 ﾠwave	 ﾠof	 ﾠaround	 ﾠ50	 ﾠproposals	 ﾠwas	 ﾠselected	 ﾠby	 ﾠdepartment	 ﾠand	 ﾠoffice	 ﾠ
managers	 ﾠin	 ﾠorder	 ﾠto	 ﾠbe	 ﾠimplemented.	 ﾠ
Now	 ﾠthis	 ﾠidea	 ﾠof	 ﾠadministrative	 ﾠsimplification	 ﾠis	 ﾠnothing	 ﾠvery	 ﾠnew	 ﾠand	 ﾠhas	 ﾠbeen	 ﾠaround	 ﾠat	 ﾠleast	 ﾠsince	 ﾠ
Charles	 ﾠDickens	 ﾠand	 ﾠhis	 ﾠred	 ﾠtape.	 ﾠLet	 ﾠus	 ﾠnot	 ﾠgo	 ﾠthat	 ﾠfar	 ﾠback,	 ﾠbut	 ﾠwe	 ﾠwill	 ﾠmention	 ﾠthe	 ﾠRed	 ﾠTape	 ﾠCommission	 ﾠ
that	 ﾠwas	 ﾠcreated	 ﾠin	 ﾠthe	 ﾠCanadian	 ﾠprovince	 ﾠof	 ﾠOntario	 ﾠin	 ﾠ1996	 ﾠ(and	 ﾠdiscontinued	 ﾠin	 ﾠ2003).	 ﾠCloser	 ﾠto	 ﾠus,	 ﾠthe	 ﾠ
Missouri	 ﾠRed	 ﾠTape	 ﾠReduction	 ﾠAct	 ﾠtook	 ﾠeffect	 ﾠon	 ﾠJanuary	 ﾠ1st,	 ﾠ2010.	 ﾠWhat	 ﾠwe	 ﾠfind	 ﾠinteresting	 ﾠin	 ﾠthe	 ﾠCanton	 ﾠ
of	 ﾠVaud	 ﾠapproach	 ﾠis	 ﾠ(i)	 ﾠthat	 ﾠthey	 ﾠrely	 ﾠon	 ﾠeGovernment	 ﾠto	 ﾠcut	 ﾠdown	 ﾠred	 ﾠtape;	 ﾠ(ii)	 ﾠthey	 ﾠdecided	 ﾠto	 ﾠdevelop	 ﾠ
generic	 ﾠtechnical	 ﾠcomponents	 ﾠin	 ﾠorder	 ﾠto	 ﾠsupport	 ﾠthis	 ﾠsimplification	 ﾠapproach.	 ﾠ
Indeed,	 ﾠin	 ﾠ2010	 ﾠthe	 ﾠParliament	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠvoted	 ﾠa	 ﾠcredit	 ﾠof	 ﾠ6.4	 ﾠmillion	 ﾠSwiss	 ﾠFrancs	 ﾠto	 ﾠdevelop	 ﾠ
the	 ﾠtechnical	 ﾠfoundations	 ﾠfor	 ﾠeGovernment	 ﾠin	 ﾠ2010-ﾭ‐2013.	 ﾠOnce	 ﾠthese	 ﾠfoundations	 ﾠare	 ﾠin	 ﾠplace,	 ﾠthe	 ﾠsecond	 ﾠ
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The	 ﾠ2009-ﾭ‐2013	 ﾠIT	 ﾠStrategy	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠdefines	 ﾠthe	 ﾠfollowing	 ﾠscenario:	 ﾠ
•  Modernizing	 ﾠinfrastructures	 ﾠ
•  Consolidating	 ﾠand	 ﾠdeveloping	 ﾠtechnical	 ﾠcomponents	 ﾠthat	 ﾠare	 ﾠnecessary	 ﾠto	 ﾠreach	 ﾠthe	 ﾠ2013	 ﾠtarget	 ﾠ
system	 ﾠ
•  Facilitating	 ﾠthe	 ﾠimplementation	 ﾠof	 ﾠnew	 ﾠprojects	 ﾠand	 ﾠreducing	 ﾠcosts	 ﾠ
•  Identifying	 ﾠbusiness	 ﾠproductivity	 ﾠgains	 ﾠacquired	 ﾠthrough	 ﾠIT	 ﾠand	 ﾠadministrative	 ﾠsimplification	 ﾠ
•  Allocating	 ﾠpart	 ﾠof	 ﾠthe	 ﾠcost	 ﾠsavings	 ﾠreached	 ﾠby	 ﾠbetter	 ﾠbusiness	 ﾠprocesses	 ﾠto	 ﾠthe	 ﾠmaintenance	 ﾠof	 ﾠthe	 ﾠ
eGovernment	 ﾠplatform.	 ﾠ
The	 ﾠ main	 ﾠ business	 ﾠ objectives	 ﾠ (in	 ﾠ taxation,	 ﾠ finance,	 ﾠ human	 ﾠ resources,	 ﾠ security	 ﾠ and	 ﾠ justice,	 ﾠ population,	 ﾠ
statistics,	 ﾠhealth,	 ﾠemployment,	 ﾠland	 ﾠmanagement,	 ﾠeducation,	 ﾠculture)	 ﾠwere	 ﾠanalyzed	 ﾠin	 ﾠorder	 ﾠto	 ﾠfind	 ﾠout	 ﾠ
common	 ﾠneeds	 ﾠin	 ﾠterms	 ﾠof	 ﾠIT/IS.	 ﾠA	 ﾠlist	 ﾠof	 ﾠrequired	 ﾠcomponents	 ﾠwas	 ﾠdefined,	 ﾠcomprising	 ﾠtools	 ﾠsuch	 ﾠas	 ﾠa	 ﾠ
single	 ﾠpoint	 ﾠof	 ﾠentry;	 ﾠidentity	 ﾠand	 ﾠaccess	 ﾠmanagement;	 ﾠcontent	 ﾠmanagement;	 ﾠePayment;	 ﾠbusiness	 ﾠprocess	 ﾠ
management;	 ﾠmulti-ﾭ‐channel	 ﾠdiffusion	 ﾠof	 ﾠelectronic	 ﾠcontent,	 ﾠprocurement,	 ﾠeForms,	 ﾠpopulation	 ﾠand	 ﾠbusiness	 ﾠ
registers,	 ﾠBI,	 ﾠCRM,	 ﾠetc.	 ﾠThis	 ﾠpublication	 ﾠon	 ﾠthe	 ﾠcase	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠcomprises	 ﾠtwo	 ﾠmain	 ﾠparts:	 ﾠ(i)	 ﾠthe	 ﾠ
development	 ﾠof	 ﾠan	 ﾠanalysis	 ﾠframework	 ﾠto	 ﾠassess	 ﾠadministrative	 ﾠsimplification	 ﾠwith	 ﾠregard	 ﾠto	 ﾠeGovernment;	 ﾠ
(ii)	 ﾠa	 ﾠpreliminary	 ﾠanalysis	 ﾠof	 ﾠthe	 ﾠstrategy	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠand	 ﾠits	 ﾠimplementation.	 ﾠ
	 ﾠ
2.  ANALYSIS	 ﾠFRAMEWORK	 ﾠ
	 ﾠ
Our	 ﾠanalysis	 ﾠmodel	 ﾠrelies	 ﾠon	 ﾠtwo	 ﾠmain	 ﾠdimensions:	 ﾠ
•  Supply	 ﾠside:	 ﾠwhat	 ﾠtype	 ﾠof	 ﾠservices	 ﾠare	 ﾠprovided	 ﾠthrough	 ﾠwhich	 ﾠchannels?	 ﾠ
•  User	 ﾠUptake:	 ﾠare	 ﾠthese	 ﾠservices	 ﾠused?	 ﾠDo	 ﾠthey	 ﾠcontribute	 ﾠto	 ﾠcut	 ﾠdown	 ﾠred	 ﾠtape	 ﾠin	 ﾠthe	 ﾠview	 ﾠof	 ﾠusers?	 ﾠ
This	 ﾠmodel	 ﾠwas	 ﾠfirst	 ﾠdeveloped	 ﾠto	 ﾠanalyze	 ﾠeTaxation	 ﾠsystems	 ﾠ[1],	 ﾠbut	 ﾠwe	 ﾠbelieve	 ﾠit	 ﾠcan	 ﾠbe	 ﾠgeneralized.	 ﾠIn	 ﾠ
order	 ﾠto	 ﾠanalyze	 ﾠthe	 ﾠsupply	 ﾠside	 ﾠwe	 ﾠuse	 ﾠthe	 ﾠwork	 ﾠof	 ﾠ[2]	 ﾠwho	 ﾠdefine	 ﾠfour	 ﾠlevels	 ﾠof	 ﾠservices:	 ﾠ
•  Information	 ﾠand	 ﾠintention	 ﾠbuilding	 ﾠphase:	 ﾠgovernments	 ﾠpublish	 ﾠinformation	 ﾠon	 ﾠthe	 ﾠWeb	 ﾠand	 ﾠusers	 ﾠ
can	 ﾠdownload	 ﾠforms.	 ﾠ
•  Contracting	 ﾠphase:	 ﾠusers	 ﾠcan	 ﾠfile	 ﾠadministrative	 ﾠprocedures	 ﾠonline.	 ﾠ
•  Service	 ﾠdelivery	 ﾠphase:	 ﾠusers	 ﾠcan	 ﾠfinalize	 ﾠa	 ﾠprocedure	 ﾠand	 ﾠpay	 ﾠfees	 ﾠonline.	 ﾠ
•  Aftercare	 ﾠphase:	 ﾠfollow-ﾭ‐ups,	 ﾠcomplaints	 ﾠand	 ﾠappeals	 ﾠare	 ﾠmanaged	 ﾠonline.	 ﾠ
Regarding	 ﾠthe	 ﾠchannel	 ﾠtypes,	 ﾠ[3]	 ﾠwrite	 ﾠthat	 ﾠthree	 ﾠtypes	 ﾠstand	 ﾠout	 ﾠas	 ﾠbeing	 ﾠused	 ﾠthe	 ﾠmost	 ﾠby	 ﾠcitizens:	 ﾠWeb,	 ﾠ
phone	 ﾠand	 ﾠfront	 ﾠdesk.	 ﾠIn	 ﾠorder	 ﾠto	 ﾠstudy	 ﾠthese	 ﾠchannels	 ﾠthey	 ﾠdefine	 ﾠseveral	 ﾠmodes	 ﾠbased	 ﾠon	 ﾠwho	 ﾠis	 ﾠthe	 ﾠ
initiator	 ﾠof	 ﾠthe	 ﾠinteraction	 ﾠand	 ﾠon	 ﾠthe	 ﾠlevel	 ﾠof	 ﾠinteractivity:	 ﾠ
•  Allocution:	 ﾠan	 ﾠorganization	 ﾠsends	 ﾠinformation	 ﾠto	 ﾠthe	 ﾠcitizens.	 ﾠ
•  Registration:	 ﾠa	 ﾠcitizen	 ﾠsends	 ﾠinformation	 ﾠto	 ﾠthe	 ﾠorganization.	 ﾠ
•  Consultation:	 ﾠa	 ﾠcitizen	 ﾠuses	 ﾠan	 ﾠinformation	 ﾠsource	 ﾠprovided	 ﾠby	 ﾠthe	 ﾠorganization	 ﾠin	 ﾠorder	 ﾠto	 ﾠfind	 ﾠthe	 ﾠ
data	 ﾠhe/she	 ﾠneeds.	 ﾠ
•  Conversation:	 ﾠuser	 ﾠrequests	 ﾠinformation	 ﾠand	 ﾠthe	 ﾠorganization	 ﾠprovides	 ﾠthe	 ﾠinformation,	 ﾠtailored	 ﾠto	 ﾠ
the	 ﾠuser’s	 ﾠneeds.	 ﾠ
[3]	 ﾠfurthermore	 ﾠintegrate	 ﾠthe	 ﾠconcept	 ﾠof	 ﾠ(financial)	 ﾠtransactions,	 ﾠwhere	 ﾠmoney	 ﾠ(and	 ﾠnot	 ﾠinformation)	 ﾠis	 ﾠ
exchanged	 ﾠbetween	 ﾠcitizens	 ﾠand	 ﾠgovernmental	 ﾠorganizations.	 ﾠ
Table	 ﾠ1	 ﾠshows	 ﾠan	 ﾠexample	 ﾠof	 ﾠa	 ﾠcombination	 ﾠof	 ﾠthese	 ﾠtwo	 ﾠapproaches	 ﾠand	 ﾠcan	 ﾠbe	 ﾠused	 ﾠeither	 ﾠto	 ﾠdescribe	 ﾠthe	 ﾠ
current	 ﾠsituation	 ﾠof	 ﾠeGovernment	 ﾠsystems	 ﾠ(as-ﾭ‐is	 ﾠsituation)	 ﾠor	 ﾠto	 ﾠidentify	 ﾠuser	 ﾠneeds	 ﾠand	 ﾠrequirements	 ﾠfor	 ﾠa	 ﾠ
future	 ﾠsystem	 ﾠ(to-ﾭ‐be	 ﾠsituation).	 ﾠIn	 ﾠthis	 ﾠexample	 ﾠwe	 ﾠlist	 ﾠthe	 ﾠexisting	 ﾠcommunication	 ﾠmodes	 ﾠcorresponding	 ﾠto	 ﾠ
front	 ﾠdesk/phone/online	 ﾠcommunication	 ﾠchannels	 ﾠfor	 ﾠeach	 ﾠlevel	 ﾠof	 ﾠservices.	 ﾠWe	 ﾠconsider	 ﾠthe	 ﾠpaper-ﾭ‐based	 ﾠ
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 ﾠ
Table	 ﾠ1.	 ﾠLevel	 ﾠof	 ﾠservice	 ﾠand	 ﾠcommunication	 ﾠchannels	 ﾠ
	 ﾠ Front	 ﾠdesk	 ﾠ Phone	 ﾠ Online	 ﾠ
Information	 ﾠ and	 ﾠ
intention	 ﾠbuilding	 ﾠ
Allocution	 ﾠ Conversation	 ﾠ Consultation	 ﾠ
Contracting	 ﾠ Registration	 ﾠ 	 ﾠ Registration	 ﾠ
Service	 ﾠDelivery	 ﾠ Transaction	 ﾠ 	 ﾠ Transaction	 ﾠ
Aftercare	 ﾠ Conversation	 ﾠ Conversation	 ﾠ 	 ﾠ
	 ﾠ
Furthermore,	 ﾠwe	 ﾠneed	 ﾠdimensions	 ﾠand	 ﾠcriteria	 ﾠin	 ﾠorder	 ﾠto	 ﾠassess	 ﾠeServices.	 ﾠWe	 ﾠthus	 ﾠcombine	 ﾠtwo	 ﾠmodels	 ﾠ
that	 ﾠare	 ﾠnot	 ﾠtoo	 ﾠdifferent	 ﾠfrom	 ﾠone	 ﾠanother	 ﾠand	 ﾠcover	 ﾠsimilar	 ﾠgrounds.	 ﾠThe	 ﾠfirst	 ﾠone	 ﾠwas	 ﾠdeveloped	 ﾠby	 ﾠ[2]	 ﾠ
who	 ﾠpropose	 ﾠa	 ﾠnumber	 ﾠof	 ﾠevaluation	 ﾠcriteria	 ﾠfor	 ﾠeach	 ﾠof	 ﾠthe	 ﾠfollowing	 ﾠdimensions	 ﾠof	 ﾠeServices:	 ﾠ
•  Information	 ﾠquality:	 ﾠrelevant,	 ﾠaccurate,	 ﾠtimely	 ﾠand	 ﾠcontext-ﾭ‐pertinent	 ﾠinformation	 ﾠis	 ﾠprovided.	 ﾠ
•  Usability:	 ﾠsystem	 ﾠis	 ﾠeasy	 ﾠto	 ﾠuse	 ﾠand	 ﾠprovides	 ﾠsupport	 ﾠ(search,	 ﾠdownload,	 ﾠhelp	 ﾠFAQ,	 ﾠetc.)	 ﾠ
•  Multi-ﾭ‐channel:	 ﾠinformation	 ﾠis	 ﾠprovided	 ﾠon	 ﾠmultiple	 ﾠchannels	 ﾠand	 ﾠtaxpayers	 ﾠcan	 ﾠreturn	 ﾠtheir	 ﾠdata	 ﾠ
likewise.	 ﾠ
•  Security	 ﾠ and	 ﾠ privacy:	 ﾠ information	 ﾠ is	 ﾠ sent	 ﾠ to	 ﾠ the	 ﾠ right	 ﾠ person	 ﾠ at	 ﾠ the	 ﾠ right	 ﾠ place	 ﾠ over	 ﾠ secure	 ﾠ
communication	 ﾠchannels.	 ﾠ
•  Service	 ﾠquality:	 ﾠservice	 ﾠshould	 ﾠnot	 ﾠonly	 ﾠbe	 ﾠfaster	 ﾠbut	 ﾠalso	 ﾠbetter	 ﾠ
•  Empowerment:	 ﾠinstructions	 ﾠare	 ﾠavailable	 ﾠto	 ﾠhelp	 ﾠusers	 ﾠmaster	 ﾠthe	 ﾠdifferent	 ﾠchannels	 ﾠand	 ﾠservices.	 ﾠ
The	 ﾠsecond	 ﾠmodel	 ﾠfrom	 ﾠ[4]	 ﾠis	 ﾠbased	 ﾠon	 ﾠthe	 ﾠfollowing	 ﾠfive	 ﾠcategories:	 ﾠ
•	 ﾠ Content:	 ﾠquantity,	 ﾠquality	 ﾠand	 ﾠpersonalization.	 ﾠ
•	 ﾠ Presentation:	 ﾠappearance,	 ﾠformat	 ﾠand	 ﾠmultimedia.	 ﾠ
•	 ﾠ Usability:	 ﾠuser	 ﾠinterface,	 ﾠnavigability,	 ﾠorientation,	 ﾠsearch,	 ﾠstructure.	 ﾠ
•	 ﾠ Technical:	 ﾠsecurity	 ﾠand	 ﾠprivacy,	 ﾠperformance,	 ﾠcompatibility,	 ﾠreliability	 ﾠand	 ﾠmaintenance.	 ﾠ
•	 ﾠ eServices	 ﾠ &	 ﾠ Interactivity:	 ﾠ quantity,	 ﾠ quality,	 ﾠ online	 ﾠ payment,	 ﾠ online	 ﾠ learning,	 ﾠ technical	 ﾠ services,	 ﾠ
informational	 ﾠservices.	 ﾠ
However,	 ﾠ these	 ﾠ two	 ﾠ models	 ﾠ only	 ﾠ look	 ﾠ at	 ﾠ the	 ﾠ supply	 ﾠ side	 ﾠ (content	 ﾠ and	 ﾠ services	 ﾠ provided	 ﾠ by	 ﾠ the	 ﾠ
administration)	 ﾠand	 ﾠdo	 ﾠnot	 ﾠallow	 ﾠanalysis	 ﾠof	 ﾠthe	 ﾠdemand	 ﾠside	 ﾠor	 ﾠthe	 ﾠuser	 ﾠuptake	 ﾠof	 ﾠsuch	 ﾠsystems.	 ﾠWe	 ﾠ
therefore	 ﾠuse	 ﾠthe	 ﾠwork	 ﾠof	 ﾠ[5]	 ﾠwho	 ﾠbase	 ﾠtheir	 ﾠassessment	 ﾠof	 ﾠonline	 ﾠtax	 ﾠdeclaration	 ﾠuse	 ﾠin	 ﾠnine	 ﾠEuropean	 ﾠ
countries	 ﾠon	 ﾠthe	 ﾠACM	 ﾠmodel	 ﾠ(Access	 ﾠto	 ﾠthe	 ﾠinternet,	 ﾠCompetence	 ﾠin	 ﾠusing	 ﾠthe	 ﾠinternet	 ﾠand	 ﾠMotivation	 ﾠfor	 ﾠ
using	 ﾠthe	 ﾠinternet	 ﾠto	 ﾠcommunicate	 ﾠwith	 ﾠauthorities).	 ﾠWe	 ﾠextended	 ﾠthe	 ﾠmotivation	 ﾠdimension	 ﾠby	 ﾠusing	 ﾠthe	 ﾠ
model	 ﾠof	 ﾠ[6]	 ﾠwho	 ﾠapplied	 ﾠthe	 ﾠtheory	 ﾠof	 ﾠplanned	 ﾠbehavior	 ﾠto	 ﾠmeasure	 ﾠuser	 ﾠacceptance	 ﾠof	 ﾠthe	 ﾠeTaxation	 ﾠ
system	 ﾠ in	 ﾠ Taiwan.	 ﾠ They	 ﾠ introduce	 ﾠ concepts	 ﾠ such	 ﾠ as	 ﾠ attitude	 ﾠ towards	 ﾠ perceived	 ﾠ risk	 ﾠ [7],	 ﾠ perceived	 ﾠ
usefulness	 ﾠ[8]	 ﾠor	 ﾠtrust	 ﾠ[9].	 ﾠWe	 ﾠalso	 ﾠintegrated	 ﾠsubjective	 ﾠnorms	 ﾠand	 ﾠintentions	 ﾠon	 ﾠthe	 ﾠbasis	 ﾠof	 ﾠ[10,	 ﾠ11]	 ﾠwho	 ﾠ
propose	 ﾠ “an	 ﾠ integrated	 ﾠ research	 ﾠ model	 ﾠ that	 ﾠ distinguishes	 ﾠ beliefs	 ﾠ and	 ﾠ attitudes	 ﾠ about	 ﾠ the	 ﾠ system	 ﾠ from	 ﾠ
beliefs	 ﾠand	 ﾠattitudes	 ﾠabout	 ﾠusing	 ﾠthe	 ﾠsystem”.	 ﾠTo	 ﾠsurvey	 ﾠthe	 ﾠbehavior	 ﾠof	 ﾠthose	 ﾠusing	 ﾠtechnology	 ﾠthey	 ﾠalso	 ﾠ
rely	 ﾠon	 ﾠthe	 ﾠwell-ﾭ‐known	 ﾠtechnology	 ﾠacceptance	 ﾠmodel	 ﾠ[8].	 ﾠThis	 ﾠtheory	 ﾠsuggests	 ﾠthat	 ﾠusers	 ﾠconfronted	 ﾠwith	 ﾠa	 ﾠ
new	 ﾠtechnology	 ﾠare	 ﾠinfluenced	 ﾠin	 ﾠtheir	 ﾠuse	 ﾠby	 ﾠthe:	 ﾠ	 ﾠ
•  Perceived	 ﾠusefulness:	 ﾠ[8]	 ﾠdefines	 ﾠit	 ﾠas	 ﾠ“the	 ﾠdegree	 ﾠto	 ﾠwhich	 ﾠa	 ﾠperson	 ﾠbelieves	 ﾠthat	 ﾠusing	 ﾠa	 ﾠparticular	 ﾠ
system	 ﾠwould	 ﾠenhance	 ﾠhis	 ﾠor	 ﾠher	 ﾠjob	 ﾠperformance”;	 ﾠ
•  Perceived	 ﾠease-ﾭ‐of-ﾭ‐use:	 ﾠ[8]	 ﾠ describes	 ﾠthis	 ﾠas	 ﾠ“the	 ﾠdegree	 ﾠto	 ﾠwhich	 ﾠa	 ﾠperson	 ﾠbelieves	 ﾠthat	 ﾠusing	 ﾠa	 ﾠ
particular	 ﾠsystem	 ﾠwould	 ﾠbe	 ﾠfree	 ﾠfrom	 ﾠeffort”.	 ﾠ
Returning	 ﾠto	 ﾠ[11],	 ﾠthey	 ﾠcompare	 ﾠthe	 ﾠwork	 ﾠon	 ﾠinformation	 ﾠsystems’	 ﾠuser	 ﾠsatisfaction	 ﾠby	 ﾠ[12,	 ﾠ13,	 ﾠ14,	 ﾠ15]	 ﾠin	 ﾠ
order	 ﾠ to	 ﾠ define	 ﾠ their	 ﾠ own	 ﾠ framework.	 ﾠ They	 ﾠ propose	 ﾠ a	 ﾠ list	 ﾠ of	 ﾠ more	 ﾠ than	 ﾠ 40	 ﾠ variables	 ﾠ to	 ﾠ survey	 ﾠ user	 ﾠ
satisfaction,	 ﾠamongst	 ﾠothers:	 ﾠ
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•  Information	 ﾠquality:	 ﾠaccuracy,	 ﾠprecision,	 ﾠreliability,	 ﾠcurrency,	 ﾠcompleteness,	 ﾠ	 ﾠformat,	 ﾠvolume;	 ﾠ
•  Service	 ﾠ quality:	 ﾠ relationship	 ﾠ with	 ﾠ staff,	 ﾠ communication	 ﾠ with	 ﾠ staff,	 ﾠ technical	 ﾠ competence	 ﾠ of	 ﾠ staff,	 ﾠ
attitude	 ﾠof	 ﾠstaff,	 ﾠschedule	 ﾠof	 ﾠproducts	 ﾠor	 ﾠservices,	 ﾠtime	 ﾠrequired	 ﾠfor	 ﾠnew	 ﾠdevelopments,	 ﾠprocessing	 ﾠ
of	 ﾠchange	 ﾠrequests,	 ﾠvendor	 ﾠsupport,	 ﾠresponse	 ﾠtime,	 ﾠand	 ﾠmeans	 ﾠof	 ﾠinput.	 ﾠ
Table	 ﾠ2	 ﾠshows	 ﾠthe	 ﾠtwo	 ﾠsides	 ﾠof	 ﾠour	 ﾠassessment	 ﾠmodel	 ﾠand	 ﾠlists	 ﾠthe	 ﾠdimensions	 ﾠthat	 ﾠwe	 ﾠwill	 ﾠanalyze.	 ﾠWe	 ﾠwill	 ﾠ
not	 ﾠdiscuss	 ﾠin	 ﾠdetail	 ﾠwhy	 ﾠwe	 ﾠchose	 ﾠone	 ﾠindicator	 ﾠover	 ﾠthe	 ﾠother	 ﾠfrom	 ﾠthe	 ﾠliterature	 ﾠmentioned	 ﾠabove.	 ﾠWe	 ﾠ
will	 ﾠhowever	 ﾠpoint	 ﾠout	 ﾠthat	 ﾠthere	 ﾠis	 ﾠa	 ﾠloose	 ﾠcorrespondence	 ﾠbetween	 ﾠsupply-ﾭ‐side	 ﾠindicators	 ﾠand	 ﾠdemand-ﾭ‐
side	 ﾠindicators:	 ﾠcontent	 ﾠis	 ﾠlinked	 ﾠto	 ﾠaccess,	 ﾠusability	 ﾠis	 ﾠrelated	 ﾠto	 ﾠperceived	 ﾠusefulness,	 ﾠperceived	 ﾠrisk	 ﾠis	 ﾠa	 ﾠ
function	 ﾠ of	 ﾠ the	 ﾠ communication	 ﾠ channel,	 ﾠ trust	 ﾠ is	 ﾠ partly	 ﾠ based	 ﾠ on	 ﾠ security	 ﾠ and	 ﾠ privacy	 ﾠ guarantees,	 ﾠ and	 ﾠ
competence	 ﾠhas	 ﾠto	 ﾠdo	 ﾠwith	 ﾠthe	 ﾠtechnicalities	 ﾠof	 ﾠa	 ﾠsystem.	 ﾠ
Table	 ﾠ2.	 ﾠEvaluation	 ﾠof	 ﾠeServices	 ﾠsupply	 ﾠand	 ﾠuser	 ﾠuptake	 ﾠ
Supply	 ﾠside	 ﾠ User	 ﾠUptake	 ﾠ
Content	 ﾠ Access	 ﾠ
Usability	 ﾠ Perceived	 ﾠUsefulness	 ﾠ
Multi-ﾭ‐channel	 ﾠ Perceived	 ﾠRisk	 ﾠ
Security	 ﾠand	 ﾠPrivacy	 ﾠ Trust	 ﾠ
Technical	 ﾠ	 ﾠ Competence	 ﾠ
	 ﾠ
This	 ﾠ model	 ﾠ is	 ﾠ rather	 ﾠ generic	 ﾠ and	 ﾠ we	 ﾠ completed	 ﾠ it	 ﾠ with	 ﾠ specific	 ﾠ requirements	 ﾠ introduced	 ﾠ by	 ﾠ the	 ﾠ
eGovernment	 ﾠprogram	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud:	 ﾠ
•  Business	 ﾠ needs:	 ﾠ the	 ﾠ eGovernment	 ﾠ program	 ﾠ is	 ﾠ centralized	 ﾠ and	 ﾠ does	 ﾠ not	 ﾠ know	 ﾠ precisely	 ﾠ the	 ﾠ
requirements	 ﾠof	 ﾠall	 ﾠdepartments	 ﾠand	 ﾠoffices,	 ﾠthus	 ﾠit	 ﾠneeds	 ﾠtools	 ﾠto	 ﾠdefine	 ﾠthem.	 ﾠ
•  Governance	 ﾠ model:	 ﾠ multiple	 ﾠ stakeholders	 ﾠ are	 ﾠ involved,	 ﾠ within	 ﾠ the	 ﾠ Canton	 ﾠ of	 ﾠ Vaud,	 ﾠ but	 ﾠ also	 ﾠ
externally.	 ﾠ
•  Auditability:	 ﾠall	 ﾠservices	 ﾠprovided	 ﾠby	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠmust	 ﾠcomply	 ﾠwith	 ﾠexisting	 ﾠregulations;	 ﾠ
auditability	 ﾠis	 ﾠrequired	 ﾠin	 ﾠorder	 ﾠto	 ﾠdo	 ﾠso.	 ﾠ
•  Support:	 ﾠassistance	 ﾠfor	 ﾠusers	 ﾠwho	 ﾠare	 ﾠnot	 ﾠable	 ﾠto	 ﾠcomplete	 ﾠan	 ﾠonline	 ﾠadministrative	 ﾠservice.	 ﾠ
	 ﾠ
3.  PRELIMINARY	 ﾠANALYSIS	 ﾠ
	 ﾠ
As	 ﾠ mentioned	 ﾠ in	 ﾠ the	 ﾠ introduction	 ﾠ the	 ﾠ administrative	 ﾠ simplification	 ﾠ (SimpA)	 ﾠ began	 ﾠ in	 ﾠ 2010,	 ﾠ as	 ﾠ did	 ﾠ the	 ﾠ
eGovernment	 ﾠprogram.	 ﾠFor	 ﾠthe	 ﾠtime	 ﾠbeing	 ﾠthere	 ﾠare	 ﾠmany	 ﾠbusiness	 ﾠservices	 ﾠthat	 ﾠare	 ﾠonline	 ﾠbut	 ﾠthey	 ﾠare	 ﾠin	 ﾠ
“silo”	 ﾠmode.	 ﾠAt	 ﾠthe	 ﾠtime	 ﾠof	 ﾠwriting	 ﾠwe	 ﾠdo	 ﾠnot	 ﾠhave	 ﾠenough	 ﾠinformation	 ﾠto	 ﾠprovide	 ﾠin-ﾭ‐depth	 ﾠanalysis	 ﾠand	 ﾠ
sound	 ﾠresults.	 ﾠThis	 ﾠpaper	 ﾠis	 ﾠa	 ﾠpicture	 ﾠof	 ﾠthe	 ﾠsituation	 ﾠat	 ﾠa	 ﾠgiven	 ﾠmoment	 ﾠin	 ﾠtime	 ﾠ(March	 ﾠ2011)	 ﾠand	 ﾠwe	 ﾠplan	 ﾠ
on	 ﾠusing	 ﾠour	 ﾠframework	 ﾠagain	 ﾠat	 ﾠsome	 ﾠpoint	 ﾠin	 ﾠthe	 ﾠfuture,	 ﾠin	 ﾠorder	 ﾠto	 ﾠbe	 ﾠable	 ﾠto	 ﾠcompare	 ﾠthe	 ﾠtwo	 ﾠsituations	 ﾠ
and	 ﾠto	 ﾠmeasure	 ﾠif	 ﾠthe	 ﾠprogram	 ﾠhas	 ﾠmade	 ﾠprogress	 ﾠtowards	 ﾠthe	 ﾠobjective	 ﾠof	 ﾠcutting	 ﾠdown	 ﾠadministrative	 ﾠred	 ﾠ
tape.	 ﾠ
Let	 ﾠus	 ﾠalso	 ﾠremind	 ﾠour	 ﾠreaders	 ﾠthat	 ﾠwe	 ﾠare	 ﾠlooking	 ﾠat	 ﾠthe	 ﾠtechnical	 ﾠfoundations	 ﾠeGovernment	 ﾠprogram	 ﾠthat	 ﾠ
was	 ﾠdefined	 ﾠby	 ﾠa	 ﾠbill	 ﾠof	 ﾠthe	 ﾠParliament	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud.	 ﾠAlthough	 ﾠthe	 ﾠobjectives	 ﾠof	 ﾠthis	 ﾠprogram	 ﾠare	 ﾠto	 ﾠ
develop	 ﾠ technical	 ﾠ components,	 ﾠ it	 ﾠ is	 ﾠ based	 ﾠ on	 ﾠ a	 ﾠ broader	 ﾠ view	 ﾠ (Fig.	 ﾠ 1):	 ﾠ the	 ﾠ definition	 ﾠ of	 ﾠ governance	 ﾠ
mechanisms,	 ﾠintegration	 ﾠof	 ﾠthe	 ﾠcommunication	 ﾠand	 ﾠlegal	 ﾠaspects	 ﾠof	 ﾠsuch	 ﾠprojects,	 ﾠand	 ﾠstrong	 ﾠintegration	 ﾠ
with	 ﾠbusiness	 ﾠprocesses	 ﾠand	 ﾠbusiness	 ﾠrequirements.	 ﾠThe	 ﾠeGov	 ﾠtechnical	 ﾠfoundations	 ﾠare	 ﾠshown	 ﾠin	 ﾠblue	 ﾠand	 ﾠ
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Figure	 ﾠ1.	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠeGovernment	 ﾠProgram.	 ﾠ
	 ﾠ
We	 ﾠare	 ﾠnow	 ﾠgoing	 ﾠto	 ﾠanalyze	 ﾠthis	 ﾠeGovernment	 ﾠprogram	 ﾠaccording	 ﾠto	 ﾠthe	 ﾠframework	 ﾠdefined	 ﾠin	 ﾠ§2.	 ﾠ
	 ﾠ
3.1  Supply	 ﾠSide	 ﾠ
3.1.1  Content	 ﾠ
The	 ﾠsupply	 ﾠside	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠin	 ﾠterms	 ﾠof	 ﾠeGovernment	 ﾠis	 ﾠrather	 ﾠlarge:	 ﾠcitizens	 ﾠcan	 ﾠorder	 ﾠa	 ﾠnumber	 ﾠ
of	 ﾠ official	 ﾠ documents	 ﾠ and	 ﾠ extracts,	 ﾠ businesses	 ﾠ can	 ﾠ request	 ﾠ a	 ﾠ working	 ﾠ permit	 ﾠ or	 ﾠ transfer	 ﾠ fiscal	 ﾠ data	 ﾠ
automatically,	 ﾠetc.	 ﾠHowever	 ﾠmost	 ﾠof	 ﾠthese	 ﾠservices	 ﾠhave	 ﾠbeen	 ﾠdeveloped	 ﾠin	 ﾠan	 ﾠad	 ﾠhoc	 ﾠmanner	 ﾠand	 ﾠare	 ﾠnot	 ﾠ
integrated	 ﾠin	 ﾠa	 ﾠglobal	 ﾠeGovernment	 ﾠstrategy.	 ﾠThe	 ﾠmain	 ﾠobjective	 ﾠof	 ﾠthe	 ﾠeGovernment	 ﾠprogram	 ﾠis	 ﾠto	 ﾠgive	 ﾠ
access	 ﾠto	 ﾠall	 ﾠeServices	 ﾠthrough	 ﾠa	 ﾠsingle	 ﾠpoint	 ﾠof	 ﾠaccess	 ﾠon	 ﾠthe	 ﾠone	 ﾠside,	 ﾠbut	 ﾠprobably	 ﾠmost	 ﾠimportantly	 ﾠit	 ﾠis	 ﾠ
to	 ﾠallow	 ﾠreuse	 ﾠof	 ﾠcomponent	 ﾠand	 ﾠtransversal	 ﾠintegration	 ﾠof	 ﾠelectronic	 ﾠprocedures.	 ﾠAt	 ﾠthe	 ﾠmoment	 ﾠthere	 ﾠis	 ﾠ
only	 ﾠone	 ﾠcomponent	 ﾠthat	 ﾠwould	 ﾠqualify	 ﾠfor	 ﾠthe	 ﾠlatter.	 ﾠConVerCE	 ﾠis	 ﾠan	 ﾠintelligent	 ﾠonline	 ﾠform	 ﾠgenerator	 ﾠthat	 ﾠ
is	 ﾠin	 ﾠuse	 ﾠthroughout	 ﾠvarious	 ﾠdepartments:	 ﾠconcrete	 ﾠapplications	 ﾠof	 ﾠthis	 ﾠtool	 ﾠare,	 ﾠfor	 ﾠexample,	 ﾠthe	 ﾠonline	 ﾠ
generation	 ﾠof	 ﾠapprenticeship	 ﾠcontracts	 ﾠbetween	 ﾠbusiness	 ﾠand	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠ(Fig.	 ﾠ2),	 ﾠor	 ﾠthe	 ﾠapplication	 ﾠ
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Figure	 ﾠ2:	 ﾠeForms	 ﾠfor	 ﾠApprenticeship	 ﾠContracts	 ﾠ
	 ﾠ
3.1.2  Usability	 ﾠ
At	 ﾠthe	 ﾠmoment	 ﾠthere	 ﾠis	 ﾠno	 ﾠsystematic	 ﾠmethod	 ﾠwith	 ﾠregard	 ﾠto	 ﾠusability.	 ﾠHowever	 ﾠthis	 ﾠis	 ﾠtaken	 ﾠcare	 ﾠof	 ﾠby	 ﾠ
using	 ﾠvarious	 ﾠmock-ﾭ‐up	 ﾠapproaches	 ﾠduring	 ﾠthe	 ﾠanalysis	 ﾠphase,	 ﾠas	 ﾠwell	 ﾠas	 ﾠduring	 ﾠthe	 ﾠtesting	 ﾠphase.	 ﾠIn	 ﾠthe	 ﾠ
above	 ﾠexample,	 ﾠthe	 ﾠapprenticeship	 ﾠcontract	 ﾠforms	 ﾠhave	 ﾠbeen	 ﾠtested	 ﾠby	 ﾠa	 ﾠdozen	 ﾠof	 ﾠcompanies	 ﾠbefore	 ﾠthey	 ﾠ
were	 ﾠfully	 ﾠavailable	 ﾠonline.	 ﾠOccasionally	 ﾠthe	 ﾠIT	 ﾠdepartment	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠhas	 ﾠworked	 ﾠwith	 ﾠusability	 ﾠ
experts,	 ﾠon	 ﾠdedicated	 ﾠprojects.	 ﾠ	 ﾠ
	 ﾠ
3.1.3  Multi-ﾭ‐Channel	 ﾠ
Again	 ﾠthere	 ﾠis	 ﾠno	 ﾠsystematic	 ﾠapproach	 ﾠregarding	 ﾠthe	 ﾠmulti-ﾭ‐channel	 ﾠservice	 ﾠprovision:	 ﾠthe	 ﾠchoice	 ﾠis	 ﾠup	 ﾠto	 ﾠ
each	 ﾠ office	 ﾠ or	 ﾠ department.	 ﾠ An	 ﾠ inventory	 ﾠ of	 ﾠ such	 ﾠ practices	 ﾠ is	 ﾠ currently	 ﾠ being	 ﾠ conducted,	 ﾠ as	 ﾠ well	 ﾠ as	 ﾠ a	 ﾠ
feasibility	 ﾠstudy.	 ﾠ
	 ﾠ
3.1.4  Security	 ﾠand	 ﾠPrivacy	 ﾠ
The	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠuses	 ﾠan	 ﾠIAM	 ﾠ(Identity	 ﾠ&	 ﾠAccess	 ﾠManagement)	 ﾠplatform	 ﾠto	 ﾠgive	 ﾠa	 ﾠsingle	 ﾠsign-ﾭ‐on	 ﾠand	 ﾠ
secure	 ﾠaccess	 ﾠto	 ﾠall	 ﾠadministrative	 ﾠresources.	 ﾠIt	 ﾠis	 ﾠonly	 ﾠused	 ﾠfor	 ﾠemployees	 ﾠand	 ﾠformal	 ﾠpartners,	 ﾠbut	 ﾠthe	 ﾠ
objective	 ﾠis	 ﾠto	 ﾠextend	 ﾠthe	 ﾠuse	 ﾠof	 ﾠthis	 ﾠportal	 ﾠto	 ﾠresidents	 ﾠand	 ﾠother	 ﾠexternal	 ﾠstakeholders.	 ﾠThis	 ﾠrequires	 ﾠthe	 ﾠ
resizing	 ﾠof	 ﾠuser	 ﾠdirectory.	 ﾠAn	 ﾠongoing	 ﾠsurvey	 ﾠis	 ﾠtrying	 ﾠto	 ﾠidentify	 ﾠbest	 ﾠpractice	 ﾠas	 ﾠregards	 ﾠuser	 ﾠmanagement	 ﾠ
in	 ﾠother	 ﾠSwiss	 ﾠCantons	 ﾠand	 ﾠEuropean	 ﾠcountries,	 ﾠnotably	 ﾠregarding	 ﾠthe	 ﾠscaling	 ﾠup	 ﾠof	 ﾠsuch	 ﾠsystems.	 ﾠ
	 ﾠ
3.1.5  Technical	 ﾠ
We	 ﾠwill	 ﾠnot	 ﾠgo	 ﾠinto	 ﾠthe	 ﾠspecifics	 ﾠof	 ﾠwhich	 ﾠcomponents	 ﾠare	 ﾠavailable	 ﾠor	 ﾠunder	 ﾠdevelopment	 ﾠhere.	 ﾠWe	 ﾠwill	 ﾠ
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3.2  User	 ﾠUptake	 ﾠ
At	 ﾠthis	 ﾠpoint	 ﾠwe	 ﾠcannot	 ﾠreally	 ﾠelaborate	 ﾠon	 ﾠuser	 ﾠuptake,	 ﾠas	 ﾠthere	 ﾠare	 ﾠvery	 ﾠfew	 ﾠexisting	 ﾠtransversal	 ﾠservices	 ﾠ
that	 ﾠwere	 ﾠimplemented	 ﾠby	 ﾠthe	 ﾠadministrative	 ﾠsimplification	 ﾠprogram.	 ﾠThis	 ﾠpart	 ﾠof	 ﾠthe	 ﾠmodel	 ﾠwill	 ﾠbe	 ﾠused	 ﾠin	 ﾠ
our	 ﾠnext	 ﾠsurvey	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠeGovernment	 ﾠprogram.	 ﾠWe	 ﾠcan	 ﾠonly	 ﾠmention	 ﾠthat	 ﾠissues	 ﾠsuch	 ﾠas	 ﾠ
perceived	 ﾠ risks,	 ﾠ usefulness,	 ﾠ or	 ﾠ trust,	 ﾠ are	 ﾠ addressed	 ﾠ by	 ﾠ the	 ﾠ internal	 ﾠ user	 ﾠ groups	 ﾠ (from	 ﾠ the	 ﾠ core	 ﾠ
administrative	 ﾠbusinesses)	 ﾠand	 ﾠthat	 ﾠit	 ﾠis	 ﾠplanned	 ﾠto	 ﾠintegrate	 ﾠend-ﾭ‐users	 ﾠsuch	 ﾠas	 ﾠcitizens	 ﾠor	 ﾠbusinesses	 ﾠin	 ﾠa	 ﾠ
second	 ﾠround	 ﾠof	 ﾠanalysis.	 ﾠ
	 ﾠ
3.3  Specific	 ﾠRequirements	 ﾠ
3.3.1  Business	 ﾠNeeds	 ﾠ
What	 ﾠis	 ﾠinteresting	 ﾠin	 ﾠthe	 ﾠcase	 ﾠof	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud	 ﾠeGovernment	 ﾠprogram	 ﾠis	 ﾠthat	 ﾠthe	 ﾠtechnology	 ﾠis	 ﾠin	 ﾠ
advance	 ﾠwith	 ﾠregard	 ﾠto	 ﾠthe	 ﾠbusiness	 ﾠneeds.	 ﾠThus	 ﾠthe	 ﾠeGovernment	 ﾠprogram	 ﾠis	 ﾠnot	 ﾠbased	 ﾠon	 ﾠa	 ﾠclassical	 ﾠ
requirement	 ﾠanalysis	 ﾠbut	 ﾠon	 ﾠchange	 ﾠmanagement.	 ﾠThe	 ﾠeGovernment	 ﾠteam	 ﾠuses	 ﾠagile	 ﾠpractices	 ﾠ(such	 ﾠas	 ﾠ
rapid	 ﾠ prototyping	 ﾠ and	 ﾠ developing	 ﾠ proofs	 ﾠ of	 ﾠ concept)	 ﾠ to	 ﾠ coach	 ﾠ business	 ﾠ users	 ﾠ and	 ﾠ experts	 ﾠ in	 ﾠ order	 ﾠ to	 ﾠ
delegate	 ﾠ the	 ﾠ responsibility	 ﾠ of	 ﾠ business	 ﾠ analysis	 ﾠ to	 ﾠ the	 ﾠ end-ﾭ‐users.	 ﾠ This	 ﾠ goes	 ﾠ along	 ﾠ with	 ﾠ the	 ﾠ mock-ﾭ‐up	 ﾠ
approach	 ﾠdescribed	 ﾠin	 ﾠ§3.1.2.	 ﾠ
	 ﾠ
3.3.2  Governance	 ﾠModel	 ﾠ
The	 ﾠeGovernment	 ﾠprogram	 ﾠintroduced	 ﾠa	 ﾠradical	 ﾠchange	 ﾠin	 ﾠterms	 ﾠof	 ﾠgovernance.	 ﾠRather	 ﾠthan	 ﾠrelying	 ﾠon	 ﾠthe	 ﾠ
traditional	 ﾠhierarchical	 ﾠand	 ﾠsilo	 ﾠstructures,	 ﾠit	 ﾠintroduced	 ﾠa	 ﾠreference	 ﾠgroup	 ﾠcomprising	 ﾠrepresentatives	 ﾠof	 ﾠ
the	 ﾠ Chancellery,	 ﾠ of	 ﾠ the	 ﾠ information	 ﾠ and	 ﾠ communication	 ﾠ Bureau,	 ﾠ of	 ﾠ the	 ﾠ IT	 ﾠ department,	 ﾠ and	 ﾠ of	 ﾠ selected	 ﾠ
administrative	 ﾠ offices	 ﾠ using	 ﾠ eGoverment	 ﾠ services.	 ﾠ This	 ﾠ reference	 ﾠ group	 ﾠ is	 ﾠ piloting	 ﾠ the	 ﾠ program	 ﾠ in	 ﾠ a	 ﾠ
transversal	 ﾠ manner	 ﾠ and	 ﾠ has	 ﾠ a	 ﾠ set	 ﾠ of	 ﾠ given	 ﾠ responsibilities	 ﾠ such	 ﾠ as	 ﾠ enhancing	 ﾠ participation,	 ﾠ process	 ﾠ
modeling,	 ﾠvalidating	 ﾠsolutions,	 ﾠplanning,	 ﾠetc.	 ﾠ
	 ﾠ
3.3.3  Auditability	 ﾠ
There	 ﾠare	 ﾠmany	 ﾠlegal	 ﾠissues	 ﾠto	 ﾠbe	 ﾠtaken	 ﾠcare	 ﾠof	 ﾠaround	 ﾠeServices,	 ﾠand	 ﾠlegal	 ﾠdepartments	 ﾠare	 ﾠin	 ﾠcharge	 ﾠof	 ﾠ
these.	 ﾠHowever	 ﾠcompliance	 ﾠmanagement	 ﾠshould	 ﾠprobably	 ﾠalso	 ﾠbe	 ﾠpart	 ﾠof	 ﾠsuch	 ﾠan	 ﾠeGovernment	 ﾠprogram.	 ﾠ
For	 ﾠthe	 ﾠtime	 ﾠbeing,	 ﾠauditability	 ﾠis	 ﾠbased	 ﾠon	 ﾠkeeping	 ﾠa	 ﾠtrace	 ﾠof	 ﾠwho	 ﾠdoes	 ﾠwhat	 ﾠin	 ﾠwhat	 ﾠcontext	 ﾠand	 ﾠwhen.	 ﾠ
There	 ﾠare	 ﾠfurther	 ﾠmonitoring	 ﾠtools,	 ﾠwhich	 ﾠtrack	 ﾠsystem	 ﾠalerts	 ﾠand	 ﾠalso	 ﾠintegrate	 ﾠbusiness	 ﾠrules	 ﾠthat	 ﾠcan	 ﾠ
trigger	 ﾠspecific	 ﾠbusiness	 ﾠalerts.	 ﾠThey	 ﾠallow	 ﾠfor	 ﾠauditing	 ﾠsecurity,	 ﾠtransactions/volume,	 ﾠperformance,	 ﾠetc.	 ﾠ
	 ﾠ
3.3.4  Support	 ﾠ
In	 ﾠthe	 ﾠBill	 ﾠthat	 ﾠwas	 ﾠpassed	 ﾠto	 ﾠfund	 ﾠthe	 ﾠdevelopment	 ﾠof	 ﾠeGovernment	 ﾠcomponents,	 ﾠit	 ﾠwas	 ﾠexplicitly	 ﾠstated	 ﾠ
that	 ﾠno	 ﾠsupport	 ﾠwas	 ﾠplanned.	 ﾠThis	 ﾠis	 ﾠthe	 ﾠstate	 ﾠof	 ﾠthings	 ﾠcurrently,	 ﾠbut	 ﾠthe	 ﾠphase	 ﾠwe	 ﾠcalled	 ﾠ“Aftercare”	 ﾠin	 ﾠour	 ﾠ
model	 ﾠwill	 ﾠbe	 ﾠinvestigated	 ﾠmore	 ﾠthoroughly	 ﾠduring	 ﾠthe	 ﾠproof-ﾭ‐of-ﾭ‐concept	 ﾠphase	 ﾠstarting	 ﾠin	 ﾠSeptember	 ﾠ2011.	 ﾠ	 ﾠ
	 ﾠ
4.  CONCLUSIONS	 ﾠAND	 ﾠFUTURE	 ﾠWORK	 ﾠ
	 ﾠ
For	 ﾠthe	 ﾠtime	 ﾠbeing	 ﾠwe	 ﾠhave	 ﾠgeneralized	 ﾠan	 ﾠassessment	 ﾠmodel	 ﾠdeveloped	 ﾠfor	 ﾠeTaxation	 ﾠsystems	 ﾠand	 ﾠapplied	 ﾠ
it	 ﾠto	 ﾠwork	 ﾠin	 ﾠprogress	 ﾠin	 ﾠthe	 ﾠcontext	 ﾠof	 ﾠthe	 ﾠeGovernment	 ﾠprogram	 ﾠin	 ﾠthe	 ﾠCanton	 ﾠof	 ﾠVaud.	 ﾠAs	 ﾠwe	 ﾠdo	 ﾠnot	 ﾠhave	 ﾠ
enough	 ﾠinformation	 ﾠit	 ﾠis	 ﾠhard	 ﾠto	 ﾠdraw	 ﾠany	 ﾠconclusions	 ﾠother	 ﾠthan	 ﾠthat	 ﾠwe	 ﾠfound	 ﾠthe	 ﾠframework	 ﾠuseful	 ﾠin	 ﾠ
describing	 ﾠthe	 ﾠsituation	 ﾠat	 ﾠa	 ﾠgiven	 ﾠmoment	 ﾠin	 ﾠtime.	 ﾠHowever	 ﾠwe	 ﾠbelieve	 ﾠit	 ﾠgoes	 ﾠfurther	 ﾠthan	 ﾠjust	 ﾠa	 ﾠcase	 ﾠ
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